
WAC 480-120-500 Teleco..unications service quality--General
requirements. (1) The facilities of telecommunications companies
shall be designed, constructed, maintained, and operated to ensure
reasonable continuity of service, uniformity in the quality of
service furnished, and the safety of persons and property.

(2) Telecommunications companies shall employ prudent
management and engineering practices, including reasonable
procedures for forecasting demand for service, to ensure that
sufficient facilities and an adequate operating force are available
to meet reasonable demands under normal operations.

(3) These rules are not intended to establish a standard of
care owed by a telecommunications company to any consumer(s) or
sUbscriber(s).

[statutory Authority: RCW 80.01.040. 93-06-055 (Order R-384,
Docket No. UT-921192), § 480-120-500, filed 2/26/93, effective
3/29/93.]

WAC 480-120-505 Operator services. (1) Except as authorized
by law, every telecommunications company providing operator
services shall protect the confidentiality of all communications
carried, processed, or transmitted by it.

(2) Each local exchange company shall also be required to:
(a) Develop procedures to be followed by its employees for

providing operator assistance to consumers and subscribers;
(b) Ensure that when automated operator services are provided,

consumers and subscribers can also readily access a live operator;
(c) Ensure that call timing for operator assisted calls is

accurately recorded;
(d) Ensure that all operators receiving 0- and 911 calls are

capable of connecting calls to the appropriate emergency response
agency on a twenty-four-hour a day basis; and

(e) Ensure that all emergency 0- calls are routed in a manner
that will allow prompt access to the proper local emergency service
agency.

[statutory Authority:
Docket No. UT-921192),
3/29/93.]

RCW 80.01.040.
§ 480-120-505,

93-06-055 (Order R-384,
filed 2/26/93, effective

WAC 480-120-510 Business offices. Local exchange companies
shall provide applicants, consumers, and subscribers reasonable
access to company representatives for conducting business. Local
exchange companies shall also make available to applicants,
consumers and subscribers a location to make cash and urgent
payments. An urgent payment is a payment which the company
requires upon threat of disconnection of service.

(1) Each local exchange company serving over fifty thousand
access lines, shall provide business offices or customer service
centers accessible by telephone or in person. Such business
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offices and service centers shall be staffed with qualified
personnel, including supervisory personnel, to provide information
relating to services and rates, to accept and process applications
for service, to explain charges on customers' bills, to adjust
charges made in error, and generally to act as representatives of
the company. If one business office or service center serves
several exchanges, toll-free calling from those exchanges to the
office shall be provided.

(2) Each local exchange company serving under fifty thousand
access lines, shall have at least one business office or customer
service center, accessible by telephone or in person. The business
office or service center shall be staffed with qualified personnel,
including supervisory personnel, to provide information relating to
services and rates, to accept and process applications for service,
to explain charges on customers' bills, to adjust charges made in
error, and generally to act as representatives of the company. If
the business office or service center serves several exchanges,
toll-free calling from those exchanges to the office shall be
provided.

(3) Each local exchange company shall establish and maintain
payment agencies for receipt of cash and urgent payments. At a
minimum, payment agencies required by this rule shall clearly post
and maintain regular business hours. Requirements of this section
shall be effective ninety days after the effective date of this
rule.

The number of payment agencies shall be determined using the
following criteria:

(a) Exchanges serving over seventy-five thousand access lines
shall have a minimum of one payment agency for every fifty thousand
access lines.

(b) Exchanges serving twenty-five thousand to seventy-five
thousand access lines shall have a minimum of one payment agent.

(c) Local exchange companies that do not have exchanges that
meet the criteria of (a) or (b) of this SUbsection, shall have a
minimum of one payment agency. The local business office of the
company can sUbstitute for the payment agency required by this
subsection and be supported by the same personnel as the business
office or customer service center.

(4) A local exchange company may request a waiver of
subsection (3) of this section. As a condition for waiver, the
petitioner must demonstrate applicants, consumers and subscribers
have a reasonable opportunity to make cash and urgent payments.

(5) A local exchange company must provide the following
information to the commission, in writing, at least thirty days
prior to the closing of any business office, customer service
center, or payment agency, or as soon as the local exchange company
becomes aware of the closure of any business office, customer
service center, or payment agency:

(a) The exchange(s) and communities affected by the closing;
(b) The date of the closing;
(c) A listing of other methods and facility locations

available for payment of cash or urgent payments; and
(d) A listing of other methods and locations for obtaining

business office and customer service center services.

(statutory Authority:
Docket No. UT-921192),
3/29/93.]
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WAC 480-120-515 Network performance standards applicable to
local exchange companies. This section establishes network
performance standards which shall be offered by local exchange
companies.

Except where otherwise specifically provided, the standards
applied to each service quality measurement shall be the minimum
acceptable quality of service under normal operating conditions.
The standards shall not establish a level of performance to be
achieved during periods of emergency or catastrophe, nor shall they
apply to extraordinary or abnormal conditions of operation, such as
those reSUlting from work stoppage, holidays, civil unrest, or
force majeure, or disruptions of service caused by persons or
entities other than the local exchange company.

(1) Central office.
(a) Dial service requirements - sufficient dial central office

capacity and equipment shall be provided to meet the following
minimum requirements during any normal busy hour of the average
busy season:

(i) Dial tone within three seconds on at least ninety-eight
percent of calls placed.

(ii) Complete dialing of called numbers on at least ninety­
eight percent of telephone calls placed without encountering a busy
condition within the central office or in interoffice trunks.

(b) Intercept dial central office equipment shall be
equipped to provide adequate operator or recorded announcement
intercept.

Adequate intercept as used in the preceding paragraph means
that the central office be so equipped and arranged to permit the
interception of calls to all vacant codes and to provide average
busy hour, busy season service levels of less than one percent of
calls to intercept reaching busy or no circuit conditions.

(2) Interoffice facilities.
(a) Local and EAS interoffice trunk facilities shall have a

minimum engineering design standard of B.01 (P.01) level of
service.

(b) Intertoll and intertandem facilities shall have a minimum
engineering design standard of B.005 (P.005) level of service.
Service to an interexchange carrier shall be provided at the grade
of service ordered and specified by the interexchange carrier.

(3) outside plant.
Each local exchange company shall design, construct and

maintain subscriber loops to minimum transmission levels from the
subscriber network interface or demarcation point as set forth
below:

(a) Voice grade, local exchange telecommunications service.
(i) Transmission loss (TL) from the central office to the

subscriber network interface not to exceed - 8.5 dB at 1004 Hz;
(ii) A minimum line current of 20 milliamperes DC measured

across an assumed station resistance of 430 ohms;
(iii) Total external loop resistance excluding customer

premises equipment (CPE) , shall not exceed the basic range
requirement of the exchange switch (1500 ohms). Range extension
equipment (1800-2800 ohms) should be applied to those subscriber
loops which are longer ( i . e., having more resistance) than the
basic working range of the central office.
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(iv) Circuit noise objective on subscriber loops measured at
the subscriber network interface should be equal to or less than ­
20.0 dBrnC.

(b) Customer premises equipment (CPE) to switched service{s) .
(i) Transmission loss (TL) from the central office to the

subscriber network interface not to exceed - 8.5 dB at 1004 Hz;
transmission enhancement may be provided by option.

(ii) A minimum line current of 20 milliamperes DC measured
across an assumed CPE resistance of 430 ohms.

(c) Special circuits.
(i) Each local exchange company with over fifty thousand

access lines shall maintain design criteria for special circuits.
Channel performance criteria shall be made available to subscribers
by the local exchange company upon request.

(ii) Off premises station circuits shall not exceed - 5.0 dB
at 1004 HZ, from demarcation (CPE switch) to demarcation (CPE
station).

(d) Digital services.
Each local exchange company shall conform to the following

digital private line circuit performance standards:
(i) Error free performance for nonswitched, dedicated circuits

provided over copper transmission facilities, expressed in terms of
a percentage of time in seconds when the circuit is available,
shall be no less than 98.75% error free seconds for DS1, 99.86% for
DS1 self healing and alternate route protection services and
99.875% error free seconds for DDS.

(ii) Error free performance for nonswitched, dedicated
circuits provided over fiber optic transmission facilities,
expressed in terms of a percentage of time in seconds when the
circuit is available, shall be no less than 99.86% error free
seconds for DS1 self healing and alternate route protection
services, and 99.99% for services provided at DS3 and above.

(iii) Circuit availability for nonswitched, dedicated
circuits, expressed as the percentage of total calendar month
minutes, shall be no less than 99.7% for services provided over
copper transmission facilities and 99.9% for services provided over
fiber optic transmission facilities. A digital transmission
channel is considered unavailable, or in an outage condition, when
its bit error rate (BER) in each second is worse than 10(-6) for a
period of ten consecutive seconds.

(iv) Upon the request of a subscriber, a local exchange
company may provide to that subscriber digital services that do not
meet the performance standards set forth in (d) (i) through (iii) of
this subsection.

[Statutory Authority:
Docket No. UT-921192),
3/29/93.]

RCW 80.01. 040.
§ 480-120-515,

93-06-055 (Order R-384,
filed 2/26/93, effective

WAC 480-120-520 Kajor outaqes and service interruptions. (1)
Each local exchange company and interexchange telecommunications
company shall make reasonable provisions to minimize the effects of
major outages resulting from failures of power service, climate
control, fire, explosion, water, storm, or force majeure. For
purposes of this section, a major outage is defined as a service
failure lasting for thirty or more minutes, which causes the
disruption of local exchange or toll services to more than one
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thousand subscribers, or which causes the total loss of service to
a governmental emergency response agency.

(2) Each local exchange company and interexchange
telecommunications company shall inform and train pertinent
employees as to procedures to be followed in the event of a major
outage in order to prevent or minimize interruption or impairment
of service.

(3) Each local exchange company and interexchange
telecommunications company shall maintain, revise, and provide to
the commission upon request, its current plans for emergency
operation, including current plans for recovery of service to
governmental disaster recovery response agencies within the state
of Washington. Each local exchange company and interexchange
telecommunications company shall maintain on file with the
commission's disaster services coordinator the titles and telephone
numbers of the local exchange and interexchange telecommunications
company's disaster services coordinator and alternates. For
coordination of disaster response and recovery operations, each
local exchange company and interexchange telecommunications company
shall maintain on file with the Washington state emergency
management division, communications office, the titles and
telephone numbers of the company's local or regional network
operations center or emergency operations center.

(4) Upon notification or detection of a major outage, each
local exchange company and interexchange telecommunications company
shall as soon as reasonably practicable notify the commission's
disaster services coordinator. In addition, when a major outage is
deemed as an outage that may require coordination of disaster
response and recovery operations, it shall also be reported to the
department of community development emergency management division.
During major disaster response and recovery operations, restoration
and progress of recovery work will be coordinated, monitored and
maintained in the state's emergency operations center.

A company affected by a major outage shall report daily to the
commission on the progress of restoration and recovery work until
full network recovery has been obtained.

When service has been fully restored the company shall report
to the commission within thirty days details about the cause of the
interruption and the steps taken to prevent any recurrence. This
requirement shall not apply to interruptions to service made by the
company in accordance with the provisions of contracts between the
company and its subscribers or other planned interruptions carried
out in conjunction with normal operational and maintenance
requirements of the company.

(5) Each local exchange company and interexchange
telecommunications company shall develop and implement procedures
for the dissemination of information about major outage recovery
efforts to the news media, public, and pUblic officials.

(6) Local exchange companies and interexchange
telecommunications companies shall keep a record of each major
outage, inclUding a statement of the time, cause, extent, and
duration of the interruption.

(7) Whenever, in connection with its work, a local exchange
company or interexchange telecommunications company intends to
interrupt service, those subscribers who may be affected shall be
notified in advance, unless exigencies of the situation do not
permit.
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(8) All reported interruptions of telecommunications service
shall be restored within two working days, excluding Sundays and
holidays, except interruptions caused by emergency situations,
unavoidable catastrophes, and force majeure.

(9) Cases of service interruptions affecting pUblic health and
safety shall receive priority restoral attention under any and all
conditions, particularly in time of disaster. Every appropriate
resource must be utilized. Service shall be restored within twelve
hours unless conditions beyond the company's control prevent
service restoration.

(10) Each local exchange company shall test and attempt to
correct any service affecting intercompany and toll trunk problem
(except a total outage) within four hours after the problem is
reported. For the purposes of this section, service affecting
problems are those that create an "all circuits busy" condition.
If the problem is not corrected within this time frame, the company
shall keep all other affected telecommunications utilities advised
on a daily basis as to the current status. For a total outage
(total isolation between near and far end network switches), the
response time shall be immediate and repairs shall be effected as
soon as possible.

(11) Each local exchange company shall by June 1993, where
economically and technically feasible, arrange and design incoming
trunks to the primary repair service center so that traffic
overflows during emergencies can be redirected or call forwarded to
an alternate repair/maintenance service center location of the
local exchange company.

[statutory Authority: RCW 80.01. 040. 93-06-055 (Order R-384,
Docket No. UT-921192), § 480-120-520, filed 2/26/93, effective
3/29/93.]

WAC 480-120-525 Network maintenance. (1) Except during
periods of emergency operation, each local exchange company shall
answer eighty percent of repair calls within thirty seconds.

(2) Each local exchange company shall adopt maintenance
procedures and employee instructions aimed at achieving efficient
operation of its system so as to permit the rendering of safe,
adequate, and continuous service at all times. Effective
maintenance shall include but not be limited to, keeping all
facilities in safe and serviceable repair. Examples are:

(a) Hazardous conditions endangering persons, property, or the
continuity of service when found, reported, or known to exist,
shall be immediately corrected. The accumulation of trash and
other fire hazards in or upon central office premises shall not be
permitted.

(b) Broken, damaged, or deteriorated equipment, when found to
be no longer capable of providing adequate service, shall be
promptly repaired or replaced.

(c) Transmission problems, including noise induction, cross­
talk, or other poor transmission characteristics on any channel,
shall be promptly corrected when located or identified.

(d) Central offices equipped with automatic start generators
shall have three hours reserve battery capacity, and central
offices without automatic start generators, shall have a minimum of
five hours reserve battery capacity. For each office without
permanently installed emergency power facilities, the company shall
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ensure access to a readily connectable mobile power unit with
enough power capacity to carry the load and which can be delivered
within one half of the expected battery reserve time.

(e) Trouble reports by exchange shall not exceed four trouble
reports per one hundred access lines per month for two consecutive
months, nor shall they exceed four trouble reports per month for
four months in anyone twelve-month period. This standard shall
not apply to trouble reports relating to the operation of customer
premises equipment, nor shall it apply to extraordinary or abnormal
conditions of operation, such as those resulting from emergency or
catastrophe or disruptions of service caused by persons or entities
other than the local exchange company.

(f) Test apparatus should be installed and maintained at
appropriate locations to determine the operating characteristics of
network systems.

(g) Air pressurization policies and an air pressurization
alarm monitoring program should be established where appropriate
for the continuous and safe operation of pUlp underground cables.

(h) Sufficient portable power systems should be available to
support up to the largest remote subscriber carrier site.

(i) If technically and economically feasible, route and
circuit diversity should be established within the network,
particularly where interoffice and toll network performance and
integrity could be at risk.

[statutory Authority: RCW 80.01. 040. 93-06-055 (Order R-384,
Docket No. UT-921192), § 480-120-525, filed 2/26/93, effective
3/29/93.]

WAC 480-120-530 Emerqency services. (1) At least once every
twenty-four hours, each local exchange company and each
interexchange telecommunications company owning, operating, or
maintaining any portion of any dedicated 911 circuit shall manually
test for continuity such portion of the 911 circuit which it owns,
operates, or maintains; provided, however, that the foregoing
requirement shall not apply to any dedicated 911 circuit, or
portion thereof, with respect to which either (a), (b), or (c) of
this subsection, or any combination thereof, is satisfied:

(a) The circuit is carried by a transmission system (e.g., T-1
carrier) that is equipped with one or more alarms to detect loss of
signal continuity; or

(b) The circuit is equipped with one or more alarms to detect
loss of signal continuity; or

(c) The circuit is automatically tested for signal continuity
at least once every twenty-four hours. Any dedicated 911 circuit
found to be defective shall be immediately reported to the primary
pUblic safety answering point (PSAP) manager, and repairs shall be
undertaken promptly and pursued diligently by the
telecommunications company which has responsibility for operating
and/or maintaining the circuit. Nothing in this section shall be
construed to require any telecommunications company to test or
repair any portion of any dedicated 911 circuit which is not owned,
operated, or otherwise maintained by it.

(2) Each local exchange company shall develop and institute by
April 1, 1993, a circuit identification and protection program for
dedicated 911 circuits. The program shall be fully implemented by
July 1994. This program shall ensure that all dedicated 911
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circuits and associated electronic equipment serving governmental
emergency response agencies are clearly identified as such in every
central office and remote switch.

[statutory Authority: RCW 80.01.040. 95-09-002 (Order R-428,
Docket No. UT-941292), § 480-120-530, filed 4/6/95, effective
5/7/95; 93-06-055 (Order R-384, Docket No. UT-921192), § 480-120­
530, filed 2/26/93, effective 3/29/93.]

WAC 480-120-535 service quality performance reports.
Beginning June 1, 1993, each local exchange company shall submit
the following reports as indicated:

(1) Each local exchange company shall demonstrate upon request
by the commission that the performance of its central office
switch (es) meets acceptable central office performance standards.

(2) Local exchange companies with less than fifty thousand
access lines shall file appropriate reports according to subsection
(3) (a) through (c) of this section, when deemed necessary by the
commission, and shall file the report required by subsection 3(d)
of this section on a monthly basis. Performance records for such
companies shall be kept in a format suitable for each local
exchange company's operation and in such condition that they can be
forwarded to the commission upon request or as required by this
section.

(3) Local exchange companies with over fifty thousand access
lines shall report monthly the information required by (a) through
(d) of this subsection.

(a) Installation appointments met.
This report measures the percentage of appointments for the

connection of service met on the commitment date. The actual date
on which installation was completed shall be compared to the
applicable commitment date to determine the percentage of
appointments met.

(b) Held orders.
For purposes of this section a held order is any request for

primary exchange service that is not filled on or before the
commitment date. This report measures the provisioning of primary
exchange access lines in locations where there are presently no
company services or facilities, and locations where service is
presently being provided, but where the company is temporarily
unable to provide service to new subscribers because of a lack of
facilities. The number of held orders shall be expressed as a
ratio per one hundred new or reestablished lines ordered.

(c) Regrade orders held.
This report measures the number of requests for higher grades

of service (e.g., a request to upgrade from multiparty to single
party service) unfilled for more than thirty days. The number of
regrade requests unfilled for more than thirty days shall be
expressed as a ratio per one hundred requests for regrades (new
requests plus unfilled requests from the previous months) .

(d) Trouble reports.
This report measures the number of subscribers indicating

improper functioning of service. The total number of initial
trouble reports (including repeated reports) shall be expressed as
a ratio per one hundred lines in service. Trouble reports related
to customer premises equipment shall not be included. This
measurement shall be reported on an exchange basis.
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(4) When the commission believes it is necessary to
investigate or address such problems as excessive levels of
subscriber or consumer complaints, or otherwise to protect the
public interest, the commission may request further detailed
information from companies with more than fifty thousand access
lines for subsection (3) (a) through (d) of this section, by
geographic or service unit. Performance records for such companies
shall be kept in a format suitable for each local exchange
company's operation and in such condition that they can be
forwarded to the commission upon request.

[statutory Authority: RCW 80.01.040. 93-06-055 and 93-14-119
(Orders R-384 and R-389, Docket No. UT-921192), § 480-120-535,
filed 2/26/93 and 7/2/93, effective 3/29/93 and 8/2/93.]
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